ADDENDUM 6: Call Center Metrics
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9/1/2012sat 309 59 19.09% 1:57 10:21 2:38 350 49 14.00% 2:06 10:02 3:45
9/2/2012|sun 179 9 5.03% 0:33 6:23 2:29 174 25 14.37% 0:29 5:16 2:46
9/3/2012|mon 891 13 1.46% 0:13 5:09 4:29 368 12 3.26% 0:33 5:52 2:56
9/4/2012(Tues 7,216 2285 31.67% 9:32 0:27:33 5:27 3,076 1053 34.23% 8:31 16:45 2:51
9/5/2012 |wed 4,812 744 15.46% 5:07 13:57 5:11 2,728 1057 38.75% 9:57 20:08 3:18
9/6/2012Thurs 5,019 1088 21.68% 6:11 19:05 4:58 3,171 1435 45.25% 12:21 0:30:53 3:25
9/7/2012|Friday 9,832 2226 22.64% 6:44 22:14 5:10 5,581 2562 45.91% 13:34 0:28:25 3:23
9/8/2012(sat 358 38 10.61% 1:15 15:49 3:10 348 51 14.66% 2:20 19:37 3:39
9/9/2012sun 274 18 6.57% 0:30 4:25 2:39 160 21 13.13% 0:33 5:19 2:43
9/10/2012|Mon 5,858 958 16.35% 5:27 15:43 5:10 3,196 1358 42.49% 11:50 0:25:49 2:53
9/11/2012|Tues 4,816 705 14.64% 4:26 0:25:24 4:21 3,053 1214 39.76% 9:43 0:25:24 3:09
9/12/2012|wed 4,247 783 18.44% 5:33 0:29:15 5:23 2,931 878 29.96% 8:24 0:23:33 3:38
9/13/2012|Thurs 4,103 924 22.52% 7:01 0:24:40 5:38 3,188 1098 34.44% 9:30 0:21:51 3:39
9/14/2012 |Friday 7,394 1611 21.79% 7:23 0:30:38 5:34 5,538 1844 33.30% 8:59 0:24:12 3:28
9/15/2012|sat 335 48 14.33% 1:07 10:13 2:38 382 60 15.71% 0:51 10:28 4:02
9/16/2012|sun 267 30 11.24% 1:19 13:53 2:30 192 26 13.54% 0:59 7:12 2:29
9/17/2012|Mon 4,503 792 17.59% 6:42 0:34:46 5:49 2,884 733 25.42% 6:15 20:20 2:58
9/18/2012|Tues 4,472 794 17.75% 6:18 0:31:29 5:37 2,544 634 24.92% 6:50 16:51 3:28
9/19/2012|wed 4,356 477 10.95% 3:27 0:37:54 5:06 2,631 621 23.60% 5:56 18:48 3:51
9/20/2012|Thurs 3,868 444 11.48% 4:02 0:28:29 5:13 2,692 685 25.45% 6:37 14:17 3:34
9/21/2012 |Friday 7,415 666 8.98% 3:07 15:27 5:03 4,704 752 15.99% 3:55 11:56 3:38
9/22/2012|sat 350 44 12.57% 1:14 15:10 2:58 341 47 13.78% 1:29 15:26 3:23
9/23/2012|sun 283 43 15.19% 1:02 6:34 2:31 238 41 17.23% 1:01 6:04 2:34
9/24/2012|Mon 4,340 575 13.25% 5:42 0:32:03 5:28 3,215 682 21.21% 5:39 19:56 3:24
9/25/2012|Tues 4,528 585 12.92% 4:51 0:58:15 5:17 2,616 437 16.70% 4:25 14:21 3:34
9/26/2012|wed 3,876 362 9.34% 2:58 0:35:32 5:13 2,339 170 7.27% 1:38 15:21 3:20
9/27/2012|Thurs 3,630 381 10.50% 2:56 0:35:02 5:10 2,573 281 10.92% 2:26 15:16 3:34
9/28/2012 |Friday 3,297 257 7.79% 2:26 0:26:37 5:07 2,144 188 8.77% 1:52 14:06 3:47
9/29/2012|sat 275 74 26.91% 2:16 0:20:53 3:11 315 91 28.89% 2:18 17:44 2:53
9/30/2012|sun 196 40 20.41% 1:03 7:21 1:55 166 31 18.67% 0:59 9:23 2:53
10/1/2012|mon 4,218 518 12.28% 4:35 0:35:37 5:14 2,115 330 15.60% 3:50 13:51 3:55
10/2/2012|Tues 3,824 309 8.08% 2:39 0:36:21 4:50 1,982 153 7.72% 1:34 14:10 3:29
10/3/2012|wed 3,437 244 7.10% 2:08 20:15 4:40 2,119 165 7.79% 1:35 19:58 3:43
10/4/2012Thurs 3,405 356 10.46% 3:21 0:26:35 4:50 2,189 252 11.51% 2:45 13:58 3:55
10/5/2012|Friday 3,348 280 8.36% 3:13 0:39:55 5:04 1,733 69 3.98% 1:02 6:02 3:29
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10/6/2012]sat 225 28|  12.44% 1:10]  15:57 2:08 307 51 16.61% 1:40]  20:24 3:03
10/7/2012]sun 223 33] 14.80% 1:16 11:14 2:39 158 26]  16.46% 1:01 11:19 2:43
10/8/2012[von 4,568 543 11.89% 5:13] 0:34:08 5:16 2,041 308] 15.09% 3:31 18:30 3:26
10/9/2012]Tues 4,030 473]  11.74% 4:38] 0:27:57 5:09 1,918 236] 12.30% 2:45 19:25 3:25
10/10/2012|wed 3,853 441] 11.45% 4:24]  0:48:41 4:59 2,098 421]  20.07% 5:04]  14:10 3:46
10/11/2012[thurs 3,452 382 11.07% 4:07| 1:09:38 4:58 2,024 209]  14.77% 3:18] 11:36 3:50
10/12/2012[Friday 3,703 397 10.72% 3:52[ 0:45:43 4:53 1,750 168]  9.60% 2:18 9:53 3:33
10/13/2012[sat 266 37 13.91% 0:38 8:37 2:32 339 49 14.45% 1:22 18:49 3:13
10/14/2012[sun 196 14]  7.14% 0:43 12:20 1:59 129 13]  10.08% 0:24 4:22 2:53
10/15/2012[von 3,706 370]  9.98% 4:13] 0:38:00 5:23 2,198 363 16.52% 3:52 11:39 3:11
10/16/2012[1ues 3,818 365  9.56% 4:20]  0:24:07 5:02 2,041 333] 16.32% 4:06]  15:08 3:45
10/17/2012|wed 3,581 306]  8.55% 3:14]  18:20 5:06 2,026 399] 19.69% 4:49] 1417 4:07
10/18/2012[thurs 3,368 220  6.53% 2:21] 0:25:03 4:55 2,066 236] 11.42% 2:39]  11:16 4:07
10/19/2012Friday 3,595 497] 13.82% 1:58 9:21 4:47 1,790 288  16.09% 3:30 8:53 4:03
10/20/2012[sat 281 16]  5.69% 0:18 4:22 2:49 287 25]  8.71% 0:41 8:37 3:07
10/21/2012[sun 184 8|  4.35% 0:26 6:26 2:19 116 5|  4.31% 0:26 7:10 2:32
10/22/2012[von 4,132 289]  6.99% 3:16] 0:26:23 5.04 2,208 707|  32.02% 8:33  17.41 4:16
10/23/2012Tues 3,974 307  7.73% 2:57]  0:21:50 4:54 2,110 520 24.64% 5:41 16:40 3:58
10/24/2012|wed 3,440 254]  7.38% 2:19]  0:22:50 4:51 2,198 564| 25.66% 549  16:11 3:56
10/25/2012[thurs 3,268 192  5.88% 2:00] 0:25:52 4:56 2,212 686] 31.01% 8:46]  17:32 4:21
10/26/2012[Friday 3,163 161]  5.00% 1:50]  17:49 4:37 1,873 284]  15.16% 3:38]  15:29 3:58
10/27/2012[sat 285 7| 2.46% 0:25 7:20 2:32 285 ol 3.16% 0:22 8:35 2:55
10/28/2012[sun 182 17]  9.34% 1:28 14:30 2:09 118 10]  8.47% 118]  18:15 3:32
10/29/2012[von 4,637 520 11.21% 4:29 10:56 5:27 1,978 428]  21.64% 5:41]  22:23 4:05
10/30/2012[ues 3,393 219]  6.45% 2:39 11:45 5:24 1,741 277]  15.91% 3:47 11:36 3:36
10/31/2012|wed 3,116 112]  359% 1:15 8:21 5:26 1,803 358] 19.86% 4:42 13:21 4:00
11/1/2012[thurs 2,922 110  3.76% 1:21 7:58 5:28 1,651 241  14.60% 3:31 13:48 3:57
11/2/2012]Friday 2,852 65| 2.28% 1:00 7:38 5:31 1,451 88|  6.06% 1:15]  10:47 3:53
11/3/2012[sat 218 27] 12.39% 0:55]  17:26 2:14 284 36| 12.68% 1:.00]  19:42 2:47
11/4/2012]sun 173 6| 3.47% 0:18 1:43 2:01 87 3] 3.45% 0:34 7:17 2:53
11/5/2012[von 4,203 385  9.16% 4:07 13:42 5:45 1,855 364]  19.62% 4:57 14:46 3:49
11/6/2012Tues 3,561 224  6.29% 2:36 16:13 5:32 1,721 331[ 19.23% 4:58] 14:48 3:49
11/7/2012|wed 3,321 160  4.82% 1:58]  13:58 5:25 1,904 392]  20.59% 4:55]  14:35 4:03
11/8/2012thurs 3,318 136]  4.10% 1:39 9:18 5:20 1,919 331 17.25% 3:42 13:48 3:55
11/9/2012[Friday 3,268 139  4.25% 1:38]  13:00 5:30 1,655 167| 10.00% 2:01 9:40 3:41
11/10/2012[sat 236 17]  7.20% 0:46 10:33 2:40 231 24| 10.39% 0:53 7:32 2:40
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11/11/2012|sun 169 7 4.14% 0:17 2:16 1:54 113 4 3.54% 0:16 2:17 3:18
11/12/2012|Mon 4,524 246 5.44% 2:16 14:17 5:20 1,925 252 13.09% 3:33 12:02 3:42
11/13/2012|Tues 3,795 305 8.04% 3:48 12:35 5:36 2,005 576 28.73% 8:00 18:25 4:00
11/14/2012|wed 3,572 194 5.43% 1:56 10:49 5:22 2,033 445 21.89% 5:35 14:58 4:03
11/15/2012|Thurs 3,366 287 8.53% 3:10 10:09 5:21 2,169 590 27.20% 6:39 15:37 4:00
11/16/2012|Friday 3,363 112 3.33% 1:34 6:03 5:16 1,964 378 19.25% 5:06 16:20 3:50
11/17/2012|sat 269 20 7.43% 0:59 11:06 2:58 307 45 14.66% 1:14 11:15 3:21
11/18/2012|sun 178 12 6.74% 0:40 5:09 2:29 134 7 5.22% 1:03 8:28 3:39
11/19/2012|Mon 4,079 164 4.02% 1:28 15:59 5:03 2,159 446 20.66% 5:02 16:41 4:01
11/20/2012|Tues 2,669 48 1.80% 0:36 6:10 4:58 1,909 298 15.61% 4:01 11:29 3:57
11/21/2012|wed 2,758 89 3.23% 1:07 0:28:56 5:05 1,703 199 11.69% 2:18 23:07 3:43
11/22/2012|Thurs 246 6 2.44% 0:48 8:06 1:35 145 27 18.62% 1:59 1:06:44 2:36
11/23/2012|Friday 2,275 20 0.88% 0:28 7:35 5:33 835 34 4.07% 0:22 5:17 3:38
11/24/2012|sat 282 11 3.90% 0:38 9:27 2:41 254 25 9.84% 0:55 8:34 2:43
11/25/2012|sun 243 14 5.76% 0:21 4:38 2:22 121 4 3.31% 0:22 3:21 3:34
11/26/2012|Mon 4,540 404 8.90% 4:00 20:01 5:25 2,217 470 21.20% 6:08 13:44 3:28
11/27/2012|Tues 3,951 420 10.63% 4:55 12:43 5:37 1,761 422 23.96% 5:59 14:50 3:35
11/28/2012|wed 3,558 246 6.91% 2:26 8:04 5:25 2,053 395 19.24% 5:09 12:54 3:54
11/29/2012|Thurs 3,031 153 5.05% 2:16 12:32 5:25 2,045 403 19.71% 4:23 15:37 3:52
11/30/2012 [Friday 2,863 49|  1.71% 0:53 4:50 5:21 1,688 121 7.17% 1:45 9:41 3:42
Totals 262,392 29077 11.08% 2:38 4:21 152450 33296 21.84% 3:46 3:30

Note: Additional 4,000 (approximate) calls per month handled by other phone queues (Healthcare Facility Line and Facility Discharge Line)



